
Claims 

1. AN^achine -based method comprising 
analyzingN^ e-mail message to derive response 

hformation concerning a commercial transaction, and 
based on the derived in^rmation, and 

autoipatically genebs;ating commercial transaction data 
in a format that is usable t^ automatically complete the 
commercial transaction, 

2. The method of claim l\in wjjich the commercial 
transaction comprises an order for a^roduct or service. 

3. TheNiiethod of claim ^3: in which the e-mail 
message comprises at^"tt^gi^pa>rt of an e-mail sent to a 



customer and responses of 
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:o the e-mail. 
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■^^iV ^ ^ The method/<^ cl^^Tff 1 in which the automatic 
^mpletion of the cojH^el*cial transaction comprises order 
''ftulf illment . 

5. ' Aym^chine-based method comprising 
sendingNan e-mail message to a customer offering a 

product or service for sale, the e-mail message comprising 
locations for response by the customer indicating his 
intention to order tlae product or service, 

receiving fron\the customer an e-mail message that 
includes the response, 

based on the received e-mail, automatically 
generating order informatioji in a format usable 
automatically by an order fulfillment system to cause the 
order to be filled. 

6. A machine-based method comprising 
analyzing an e-mail messag^^ to derive response 

information concerning a commercialNtransaction, 

automatically identifying respsmse information which 
requires resolution of an issue with thes^source of the e- 
mail message, and 
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^/ . The method of claim in which/rfie piece 
comprises a marketing campaign or^a markp€ing flight. 

>2r7 The method of claim ^ ipr vihich the inbound 
messages contain information that/links them to the 
corresponding outbound message^ and the associating step 
uses the link inf ormation^^^/^ j 

0 The method claim ^^.a^^^f urther comprising 
automatically parsing/the inbound messages for order 
information. 

A iR^chine-based method comprising 
seeding outbound e-mail messages associated with 
commercial transactions , 

storing information related to each of the outbound 
messages in a database, the information being useful for 
completing the col^mercial transactions, the information not 
being contained in\the outbound messages, 

analyzing inbound e-mail messages that result from 
the outbound messages ^and that contain response information 
useful in completing they commercial transactions, and 

automatically mergsing the response information with 
corresponding information iti the database for use in 
completing the transactions. 

16. A machine-based m^hod comprising 
sending outbound e-mail n^essages associated with 
commercial transactions , 

storing information related\to each of the outbound 
messages in a database, the informatYon being useful for 
completing the commercial transaction^/ the information not 
being contained in the outbound messaged 

analyzing inbound e-mail messages\that result from 
the outbound messages and that contain response information 
useful in completing the commercial transact\pns , 
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Jj'yy> automatiWlly managing an e-mail dialog with the 

8^/source to resolvevthe issue. 

1 7 . T he meth od r^^ nl^im ^ Hn T^h-inh ni - 1 j^^u i porn^ ^f^ 

2 .\the e-mail dialog is performed automatically. 

SXj/}^^ 8. So^ware guided interactive e-mail dialogs to 
2t^Vresolve, on behaM of a vendor, customer issues that occur 

3 in direct response\e-mails that are automatically identified 

4 as requiring a dialog. 

1 9. A machine-based method comprising 

2 — -^aiitomatically sorting e-mail messages, based on 

te response inf or^ia^ri:©u^._^ntained in the messages, into e-mail 

4 messages that can be proces"5-ed...automatically to generate 

5 commercial transactions, e-mail messa^^-^in which the 

6 response information is inadequate to permic^gejieration of 

7 commercial transactions, and e-mail messages that mSyv^e 

8 subjected to exception handling to yield information thac^is. 

9 .sufficient to generate commercial transactions. 
|l Jy V 10, X machine-based method comprising 

If (rN/ analyziVg an e-mail message to derive response 

3 information concerning a commercial transaction, and 

4 automatically generating a confirmatory e-mail 

5 message to the sourcse of the e-mail message confirming that 

6 the commercial transaction has been or will be completed, 

1 11, A machine-based method comprising 

2 receiving inbouncl e-mail messages that result from 

3 corresponding outbound e-mail messages associated with a 

4 marketing program, the inboWad messages containing response 

5 information, each of the outbound messages being associated 

6 with a distinct piece of the masrketing program, and 

7 automatically associatings. the response information 

8 in each of the inbound messages wi\h the corresponding 

9 distinct piece of the marketing progisam. 
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identifying inbound e-mail messages that cannot be 
processea axrt^ema^aiiiajJ:^^;^^ generate the commercial 
transactions, and 

using the database information to assis 
exception handling of the identified inbound mes£ 
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